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Agenda

• Fixing GTA

• Financial Update

• Improving Our Reputation
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• Listening to Our Customers

• Unlocking the Value of Our IBM/AT&T Partnership

• Improving Governance to Sustain Our Momentum

• 2010 Legislative Session



Fixing GTA

• 85% said GTA has effective leadership – up from 59% in 2007

• 87% said they understood GTA’s long-term goals and priorities –

An independent survey of GTA employees in fall 2009 
confirms significant progress in fixing a broken agency
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• 87% said they understood GTA’s long-term goals and priorities –
up from 57% in 2007

• “I would recommend GTA to others as a good place to work” 
showed the biggest improvement of any survey item

• 95% said their unit does a good job of meeting internal or 
external customer needs

• But, 40% gave a low rating to “GTA has a reputation for providing 
quality service to customers”



Our Employee Survey Report Card

Category 2009 Score 2009 Grade 2007 Grade 2006 Grade

Leadership: 
Immediate Manager 3.62 A B+ B

Goals & Results 3.44 B+ B C+

Teamwork 3.42 B+ B B-

3.35 B B- C

Grading Scale

A = 4.0 to 3.5

B = 3.4 to 3.0

C = 2.9 to 2.5

D = 2.4 to 2.0

F = < 2.0
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Ability to Act 3.35 B B- C

Communications 3.35 B B- C
Leadership: 
General 3.34 B C D
Professional 
Development 3.25 B B- C+
Leadership: Middle 
Management 3.20 B C NA
Employee 
Relations 3.19 B C C-
GTA Transition      
(new items) 2.98 C+ NA NA



Action Plans

• Division leaders are developing improvement plans

• Based on division-level findings from the survey

• Areas for improvement include:
▪ Professional development
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▪ Professional development

▪ Recognition

▪ Role clarity

▪ Telework

▪ Communication



Employee Skills Assessment

• Our goal is to determine what training GTA should make 
available

▪ We have the right people in the right jobs

▪ We need to make sure they have the right skills

• RFP released February 23
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• RFP released February 23

▪ Vendor responses due March 23

▪ Final selection expected by April 5

• Will begin with the SMO and Finance about April 12

• Assessments in other work units will take place in FY 2011

• Assessments will be conducted online and tailored for job 
families



Financial Update
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Financial Update



GTA’s Budget and Variance Review
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Where We Are Today

$150 ,0 0 0 ,0 0 0

$175,0 0 0 ,0 0 0

$2 0 0 ,0 0 0 ,0 0 0

$2 2 5,0 0 0 ,0 0 0

$2 50 ,0 0 0 ,0 0 0

Revenues Expenses
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Internal GTA Revenue and Expenses
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GTA’s Reserve Fund

• $67.7 million reserve fund as of January 31 but $54.3 million  
is encumbered

▪ $19.8 million remaining for agency technology transformation

▪ $18 million for federal government penalty

▪ $16.5 million for operating obligations

• Remaining $13.4 million is less than one month’s required 
operating reserve; as of January 31:

▪ Average monthly GAIT billings: $18.7 million

▪ Average monthly GAIT collections: $14.9 million

• $36.4 million in Accounts Receivable as of January 31

▪ Agencies don’t pay on time

▪ 92 agencies are more than 30 days past due

▪ 50 agencies are more than 60 days past due



Financial Challenges Continue Statewide

• 8 percent budget cuts due to state’s declining revenues
▪ FY 2010 down $1.35 billion (12.7%) through February

• Additional budget cuts and reserve balance transfers 
possible
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• Legislators recessed for two weeks to work on Governor’s 
budget proposal

• GTA employees furloughed three additional days by June 
30 as mandated by Governor’s Office
▪ Six total employee furlough days for FY 2010



GETS Program
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GETS Program



2010 – The Year of Our Customer

GTA will spend the year:

• Improving our reputation

• Listening to our customers
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• Listening to our customers

• Unlocking the value of our IBM/ATT partnership

• Improving governance to sustain our momentum



Listening to Our Customers

• Completing meetings with full-service agencies focused on:

▪ New capabilities and value adds

▪ Agency-specific issues and requests

• Began surveys of full-service agencies in February to assess 
satisfaction with IT and managed network services
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satisfaction with IT and managed network services

▪ Agency heads to be surveyed annually

▪ Business managers to be surveyed semi-annually

▪ Baseline survey in February 2009 before service transition

▪ Surveys conducted by University of Georgia

▪ Data to be used to calculate quarterly service levels for Overall 
Customer Satisfaction SLA

Purpose is to improve our reputation



Unlocking the Value of Our
IBM/AT&T Partnership
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IBM/AT&T Partnership



Improving Service Delivery

• We are approaching the one-year anniversary of our 
service transition

• We have made significant progress at the enterprise level

• Enough data is now available to begin a deeper dive
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▪ Agency-by-agency

▪ Daily “blocking and tackling” – What’s working and not working 
at the operational level

• Our goal is to:
▪ Improve the customer experience

▪ Ensure agencies’ day-to-day needs are met

• Our focus is on managing, monitoring and measuring



Improving Service Delivery

• GTA replaced IBM and AT&T project executives – an opportunity 
for a renewed commitment to the customer experience

• We changed weekly customer meetings to ensure that we properly 
set and meet agency expectations

▪ Workbooks include operational metrics and outstanding service requests
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▪ Workbooks include operational metrics and outstanding service requests

▪ Demonstrate how we are driving issues to closure

• We improved the use of management tools and reports to eliminate 
backlogs and outstanding incidents

• Action plans have been developed to address:

▪ Requests for Solution (RFS’s)

▪ Installations, moves, adds and changes (IMAC’s)

▪ EUC refresh

▪ Incident management



Measuring Service Delivery 

• 177 RFS’s managed through the revised process

▪ Time to review RFS’s cut from 100 to 32 days

▪ Agency approvals have tripled since October

• Reduced EUC IMAC backlog from 239 to 142 over two-week 
period 
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period 

• Deployed over 1,500 new PC’s to state agencies

• Service provider performance measured through service 
level agreements and operational metrics 

• More than 70,000 incidents since service transition

• AT&T:  20,000

• IBM:  50,000



Service Levels
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Service Levels



SLA Scorecard for Managed Network Services

21

b: SLA status is a result of exception criteria
d: Cell color due to multiple missed criteria
Circled metrics are still under review.



SLA Scorecard for IT Infrastructure Services

22February SLAs are still under review.



SLA Scorecard for IT Infrastructure Services

23February SLAs are still under review.



SLA Scorecard for IT Infrastructure Services

24February SLAs are still under review.



IT Transformation
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IT Transformation



IT Transformation

• Transformation will enable us to realize the greatest 
benefits of privatization with a focus on:

▪ Security

▪ Reliability

▪ Recovery
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▪ Recovery

• Re-energizing agencies around transformation

▪ Offsite event set for April 21

▪ Target audience of agency heads, business managers and 
technical staff

▪ Key presentation will provide an overview of transformation

▪ Breakout sessions will address specific activities

• Many transformation activities are well under way



Segmentation of the Transformation Projects
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Integrated Transformation Activities

• Production, test and development servers will be moved 
to NADC  

• Consolidation and virtualization will enable us to reduce 

Server and Storage Consolidation
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• Consolidation and virtualization will enable us to reduce 
the number of servers

• Many applications need to be remediated to take 
advantage of new platforms
▪ Workshops taking place now with agencies

Creating a “utility like” shared enterprise 
computing environment



• Servers will be moved in a multi-wave process

• Each wave is allocated by agency taking into account 
business requirements:

Integrated Transformation Activities

Server and Storage Consolidation

business requirements:
▪ Wave 0:  Infrastructure build out including network, storage and 

common services 
▪ Wave 1:  Planning and design for the initial server moves
▪ Wave 2:  Pilot implementation starts June (DJJ, OPB, DDS) 
▪ Waves 3-7:  Remaining agencies’ server/storage moves

Our approach isolates an environment 
for a set of applications 



Integrated Transformation Activities

• State’s firewalls are a geographical and logical spider web 
with over 7,000 rules

▪ Delays timely support for access request

Move WAN, Internet and Network Security 
into the AT&T Cloud 
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▪ Delays timely support for access request

▪ Difficult to identify vulnerable points

• Migrate Internet traffic to AT&T security:  March 14

• Migrate Internet access for non-enterprise agencies from 
NADC to AT&T network:  March 29 – April 4

• Migrate DJJ, DDS and OPB Internet access from NADC to 
AT&T network:  April 18 – May 30

Will provide agencies with faster, more reliable and 
secure Internet access



• Lack of design led the state to create overlapping addresses 
throughout its infrastructures (DNS/DHCP and re-IP)

• IP address management will be made unique and 

Re-addressing All Devices to Work in GETS

Integrated Transformation Activities
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• IP address management will be made unique and 
consolidated into a single database for enterprise agencies

• Primary DNS/DHCP servers will be housed at NADC with 
redundant secondary servers in Boulder 

• Migrate DJJ, DDS and OPB to NADC:  April 25 – July 12

Sets the sequence that agencies can 
consolidate



• Multiple e-mail platforms will be consolidated onto a single 
Exchange platform

• Outdated Exchange and BlackBerry servers will be replaced

E-mail and BlackBerry Migration

Integrated Transformation Activities
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• Outdated Exchange and BlackBerry servers will be replaced

• Enables a statewide address book

• Consolidation will take place from July 2010 to April 2011

Increases reliability for the state’s 
messaging environment



Improving Governance
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Improving Governance



IT Project Governance

• Improved success rate for 

Provided oversight for 16 state agency IT projects 
with budgets totaling more than $200 million in 2009

Project Delivery Effectiveness by $

Benchmarks Georgia Actuals
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large projects from about 
40% in FY07 to 90% in FY09

• Reduced challenged 
projects from over 40% to 
10% in the same period

• Reduced failure rate from 
near 20% to zero



All Projects Follow Statewide Standard

• IT strategy tied to overall agency strategy
▪ 90% of agency strategic plans included IT

▪ IT plans used to forecast future

▪ Enterprise Project Lifecycle requires appropriate 
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▪ Enterprise Project Lifecycle requires appropriate 
security and DR planning during its stages

• Retrofitting older systems
▪ Percentage of legacy systems with security plans has 

doubled from 16% to 32%



IT Security Leverages GETS

• 14 GETS agencies have 120 major systems

• Vendors responsible for working with agency to 
develop information security and DR plans

• All plans to be complete during transformation
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• All plans to be complete during transformation

• Security controls will be assessed and DR plans 
will be tested as part of transformation

• Numbers for non-GETS agencies:
▪ 117 security plans

▪ 82 tested DR plans

• GETS adds 120 to each



IT Security Progress

• Developed new job family of Security Advisor

▪ In conjunction with State Personnel Administration and 
Board of Regents

▪ Based on the IT Security Essential Body of Knowledge 
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▪ Based on the IT Security Essential Body of Knowledge 
developed by Department of Homeland Security

▪ Takes into account full-time IT security personnel vs. 
those with part-time roles

▪ Requires state certification demonstrating minimum 
knowledge of responsibilities and PSGs

▪ BOR developing training and certification program



Legislative Update
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Legislative Update



Legislative Update

• IT Transformation
▪ Meetings with key legislators

▪ Presenting at Appropriations sub-committee meetings

▪ Answering legislators’ questions
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▪ Answering legislators’ questions

• GTA legislation introduced March 10
▪ Based on line-by-line review of GTA’s code section

▪ Reviewed and compared with other states

▪ Removes obsolete language and clarifies responsibilities

▪ Strengthens GTA’s coordination with OPB
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Appendix
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Appendix



Operational Metrics

• Most data trouble tickets are now 
generated automatically by remote 

Automated detection of problems 
decreases impact on agency staff

generated automatically by remote 
detection

• Agencies don’t have to report 
these service problems

• Technicians can be dispatched or 
service restored often before an 
agency knows about a problem

• Ensures 24/7/365 coverage

1394 
of 

1775

1688 
of 

2077

1681 
of 

2116

1711 
of 

2171

1383 
of 

1460

1324 
of 

1677

1343 
of 

1605

1466 
of 

1779



SLA Scorecard for Managed Network Services

43

Circled metrics are still under review.



Operational Metrics
Service Desk: % of calls answered in less than 60 seconds

95.97%

94.50%

92.43%

95%

100%

44

90.25%
91.15%

75%

80%

85%

90%

Oct 09 Nov 09 Dec 09 Jan 10 Feb 1-21

Percent

Target



Operational Metrics
Service Desk: Rate of abandoned calls

7%
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9%

10%
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64.93%

86.92%

92.81% 90.70%
94.24% 93.69% 94.59% 96.66% 97.99%
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Operational Metrics
AT&T order volume and % on time
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Operational Metrics
AT&T voice orders

91.55%
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Operational Metrics
AT&T data orders
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Operational Metrics
AT&T projects on-time performance
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High Level Timeline for AT&T Transformation

50* Dates will be finalized through application meetings with agencies



High Level SCON/StorCON Timetable

51* Dates will be finalized by waves through application meetings with agencies


